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FIG. 3A 
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CUSTOMER RETRIEVES WEBSITE INFORMATION FROM PRODUCT 
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CUSTOMER ACCESSES WEBSITE THROUGH INTERNET 
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CUSTOMER CHOOSES FROM OPTIONS FOR THE PRODUCT, 
e.g. , INSTALLATION INFORMATION. CERTIFICATION 
INFORMATION, WIRING DIAGRAMS. REPLACEMENT 
PARTS. TROUBLESHOOTING. OR OTHER INFORMATION 
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CUSTOMER RETRIEVES INFORMATION, FOR 
READING, STORAGE. OR PRINTING 
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IF UNABLE TO OBTAIN ANSWERS, CUSTOMER IS DIRECTED 
TO E-MAIL. AND CAN SEND A MESSAGE WITH A REQUEST 
FOR HELP. OR CAN CALL TELEPHONE NUMBER PROVIDED 
FOR PRODUCT-SPECIFIC HELP 
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INFORMATION REGULARLY 
UPDATED BY PRODUCT 
MANUFACTURER TO KEEP 
PRODUCT DATABASE CURRENT 



RECEIVED 

MAY 1 3 2003 



GROUP 3 



312a 



ANSWERS AND/OR 
INFORMATION PROVIDED TO 
CUSTOMERS VIA E-MAIL 
OR OTHER METHODS 
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FIG. 3B 
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